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With the trend that banking services and products has become increasingly 
homogeneous, competition is much fierce today. Only through a simple price war to 
retain the customers passively is not practical in a world where people pay more 
attention to the business efficiency. Thus, how to keep the old customers while 
maintaining profitability and develop new customers and to actively reflect the value 
of the bank’s core competitiveness becomes an issue that everyone concerns. 
The appearance of customer-centric business philosophy makes this problem go 
away and moreover, the emergence of CRM system helps the transformation stably 
from the product-centric business philosophy to the customer-based one. Now 
customer centric method needs to maintain long-term relationships in customer care, 
to fully understand the customer needs and to make sales and services strategy 
targeted so as to offer the best banking services to the customers. 
This dissertation focus on the analysis of the major needs of current banking 
CRM system from the view of practical business and design the overall frame and the 
general module functions. The establishment of CRM system consists of four main 
requirements: view of the customer, customer, client managers and institutional 
relationships, marketing management and business management. The all-around 
custom viewing display the information of customers comprehensively, allowing 
client managers and supervisors know the information, indicators and contribution 
well. Meanwhile, the bank’s customer service chain is completely arranged by the 
clients and their managers as well as institutional relationships. Customers can obtain 
the personalized service, access to services in certain place and feedback mechanisms 
after enjoying the service and as a consequence, the customer-centric business 
philosophy will not become pointless. Also the marketing management can readily 
grasp the current sales performance of the bank through the step tracking control on 
the marketing process and timely adjust the allocation of resources. Finally, the 
business management pays more attention to other special operations and deploys 
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